Service quality in baggage handling: The case of Malaysia Airlines / Nazatulzarit Kamesan by Kamesan, Nazatulzarit
SERVICE QUALITY IN BAGGAGE HANDLING:
THE CASE OF MALAYSIA AIRLINES
NAZATULZARIT BINTI KAMESAN
2005507079
Submitted in Partial Fulfillment
Of the Requirement for the
Bachelor of Business Administration
(Hons) Marketing
FACULTY OF BUSINESS MANAGEMENT
UiTM, MELAKA
NOVEMBER 2007
DECLARATION OF ORIGINAL WORK
BACHELOR OF BUSINESS ADMINISTRATION
(HONS) MARKETING
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
MELAKA
"DECLARATION OF ORIGINAL WO RK"
I, NAZATULZARIT BINTI KAMESAN, (IIC NUMBER: 841003-01-5600)
Hereby, declare that,
• This work has not previously been accepted in substance for any degree,
locally or overseas and is not being concurrently submitted for this degree or
any other degrees.
• This project paper is the result of my independent work and investigation,
except where otherwise stated.
• All verbatim extracts have been distinguished by quotation marks and
sources of my information have been specifically acknowledged.
Signature: - --\-' 1--- - Date: 6 November 2007
TABLE OF CONTENTS
ACKNOWLEDGEMEN T
LIST OF TABLES
LIST OF FIGURES
ABSTRACT
CHAPTERS
iv
v
vii
viii
1
2
3
INTRODUCTION
1.0 Introduction
1.1 Background and Setting
1.2 Company Background
1.3 Problem Statement
1.4 Research Questions
1.5 Research Objectives
1.6 Theoretical Framework
1.7 Hypotheses
1.8 Scope of Study
1.9 Time Frame
1.10 Significance of Study
1.11 Definitions of Terms
1.12 Limitations of Study
LITERATURE REVIEW
RESEARCH METHODOLOGY AND DESIGN
3.0 Introduction
3.1 Brief Description of Organization / Population / Area
3.2 Data Collection
3.3 Research Design
3.4 Target Population
3.5 Interview and Sampling Technique
3.5.1 Types of Sampling Design
3.5.2 Sampling Size
3.6 Sampling Frame / Time Frame
3.7 Questionnaire Design
3.7.1 Structured Questions
3.7.2 Multiple - Choice Question
3.7.3 Rating Scale
3.8 Pre - Test
3.9 Field Work and Interviews
3.1 0 Preparation and Analysis of Data
2
2
5
11
12
12
12
14
15
15
15
17
21
23
37
37
38
39
42
43
44
45
46
46
46
47
47
47
48
48
45
RESULTS AND INTERPRETATIONS
4.0 Introduction
4.1 Reliability Statistics
4.2 Brief Description of Demographic / Consumer Profile
4.3 Dimensions Contribution to Consumers' Expectation
4.4 Consumers' Expectation Profile
4.5 Level of Consumers' Expectation on Service Quality in
Baggage Handling
4.6 Gaps between Consumer Expectation and Consumer
Perceived
4.7 The Relationship between Service Quality and Baggage
Handling Service Satisfaction
4.8 The Relationship between All Factors and Baggage
Handling Service Satisfaction
4.9 Regression Analysis
4.10 Level of Consumer's Satisfaction
CONCLUSION AND RECOMMENDATION
4.0 Introduction
5.1 General Conclusion
5.2 Suggestion / Recommendation
50
51
51
57
58
63
64
71
76
77
78
86
86
88
BIBLIOGRAPHY
APPENDICES
Chi-Square Tables
Questionnaire
93
98
99
ABSTRACT
The purpose of this research is to study the identify the problems of baggage
handling by Malaysia Airlines especially in terms of service quality and to examine
the relationship between Service Quality and Baggage Handling Service Satisfaction .
Moreover, this study is to identify the level of customer satisfaction in relation to
service quality in baggage handling. It is believed that the attributes offered will
determine whether the customers have a good or poor expectation towards Malaysia
Airlines baggage handling.
The findings showed that the gaps between Consumer Expectation and Perceived
are wide. The researcher is also identifying that the reliability, tangibles and
assurance of the service quality are not influenced by Baggage Handling Service
Satisfaction . The results also showed most of the respondents were agree with the
service quality and moderate in their satisfaction.
In this study, researcher used primary data, quantitative research and non -
comparative scales for data collection. Based on reliability test, frequency analysis
and cross tabulation analysis, a clear findings and result is observed.
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